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Positive conflict resolution
or individual redress

I

Paositive changes to programming
and adjustments in programme delivery
—»

|

Community

Suggestions — Feedback System

/4

'4— Complaints

A call for action - The mechanism should
accommodate community members to
request services they feel entitled to.

Positive Feedback

A call for redress - Complaints can be
received under the feedback system and action
taken to provide redress and ensure justice.

Reinforcing feedback - Communities should
have the opportunity to give reinforcing positive
feedback on services received.
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Training all humanitarian staff is rarely done in an emergency situation.
Nonetheless, in the context of emergencies it is important to address the
topic during planning sessions with your own staff and local NGOs

J"’ (including in contracts with local providers and local NGOs, with penalties

Train all UN and NGO humanitarian

//'[staff on SEA.

\ Raise community awareness on SEA In an emergency, clarify from the start the setting up of an independent
and the Code of Conduct of the mechanism to receive complaints and suggestions, and the inclusion in
this system of any report of sexual abuse or any other abuse of power.
Addressing these issue in advance might prevent further harm to
communities exponentially vulnerable in situations of emergency. A more
elaborate campaign must be developed once the emergency is over.

stipulated). After the first emergency phase, comprehensive training should
be conducted to ensure a proper understanding of all aspects.

)

Demystify SEA

organization.

the local language. established and relevant submissions were handled efficiently so that
people learned to use and respect the system. There was not a flood of
complaints.

[Trans[ate all available information inw In Sri Lanka, parameters for what constituted feedback/complaints were

J

Communicate procedures, purpose |[—

Demysti.fy the . =P ?nd"patrakmﬁtekrjs of the mechanism | Community members and staff need to know what the consequences of
Complaints Mechanism o ailslakeno cars. false accusations are, to avoid the abuse of the complaints system.

Have an information campaign on the complaints Compilaints picture cards can be used to make complex )
mechanism using different outlets to address all ideas understandable and easy to work with. They are
segments of the population. Display V|§|ble information =l engaging for all communitymembers, including poorer
(posters, leaflets etc.) for the community but have and illiterate people. (for more information on complaints
alternative modes to disseminate the information to less cards and their use, see Community Feedback System:
literate groups, children and other target groups with Complaints Cards, by Joshua Pepall)
specific needs. J
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YES NO

You may share statistical information to inform
the programs and the community.

Do not share names of individuals, organizations
and/or other identifiable information unless
otherwise agreed by the concerned.




J2)% ' % % ) %%
)$ & # & &2 ( *# -
* ( % ! 2 l (
# * 0 * H# % # o *#( )$ % % %
" 2) %% ¥ %% * ( %
( # 2 ¥ % #
"8 + 2
" 26 0
## N K( *(
K & %% (
# o+ ( ' ( &
# (
#o &
*H# % 2, #
% & #
& *  # %
*# !
#2 %% #o# '
& &
' * 0 ( &
#%% # #%% #
# 2
12)$ #
4 % & 0o $ < %%
(1N o7 (e % oo
& # 2% %% % ' 3 #rr & - s
’ . oo C s o % # %% # 4
- % 4 # 4 3 . te
% # 2 # % %*-+ 4&'2
%% * % %% * % #( 4 & A
N # & %' & % +
# ' 2 2 %% (
% # % &*# *! U l
0% 0)3$ 12 & & ;
( *% # # =#+
( *a& + + ) e
( & * % ( o ?



2 *+ # & #

& & # # o+ ( 4 % ( (
e 2+ ( % % % *+ #
* 4 (% (# # #
% * 42 @  # '+
( #
) % % (4 & # # * & & ( % o
% % 2 *+ & # * #
® %2 %
% ' &&2 %
& 'H% *+
B# % % # 3+
%9% B2 s 4o (
* % # 2 % (+ 2
% *+  # ( = )$ )
2 # ,
! # g # 8 9/) '5 6
H OO # % # % 3 % =# ' # 2 # %
0# %% %% ( 1 & #or = 2
o ' - # %t * > 2 4
* 0% & . * 4%% & # 30 % (
* o 2 % # % & % C& %%
*o% ( ( *'% 3 * %% 2
* 7%
$ "> 2
, =H#
( & %% (
Lo +% % # - # & O#
% % ># # 4 & #
( % % 12 . (&
* ¥ & % & =# "%
&2 # - )% ( ("% # %#
= 4 2
/ (&
' % )$ > =t # $ " 10
* ( ( = % (#
% (% & 32 0 % %
7 3 %% ("% # 1 «

& )% 2 3 %% # 2




1 (lll ) *&
# ( # "2
# ( # 2: .
# ( : : # 3
/ % =# (
' # & * # ' # #
2
/ % % # ' #
% 2L#( %' *
)#* *<
4" < ( ‘ %%
4 ## < * *
4 < ) *ft 3
4 3 < # o f %
# 2
7 * %  *#
* 0 # '2 + ( ' &
+ (( ( %
(4 ( # -
& 20 % 1
L# '# & ' (
)$ * & # '#
: % ' % & & *
# 2
5& % * +2
* 4 #' (% &% ( #
%)$ % * % %
#* % * &

##

"% %
% %

&

%

%

(

#2
(#

#




& #x %

(+ 2.(& %
# #00 %
# %

% & %% * 2

* 12 + # '# &

* 10 )% (
%% * &
%% # H#

(# ’

# # x4+
Wt & # (

&

%

L # '# I## '
l# ( *# %%
( '2
Tk * 2 %% *
& 2 #
2L# " # & ' #
*4 *! (
( # # 2
' % '2 %
( 2
# 2
% & b2
( %% *
4
$  T%% )$ 2
'6 # 2%
-2 * %% #

%% 022 %

%

%% 2
4%




5% 8

I 0* % &"  *&# M ( % %
% # ' #HH & $% * o # ' o* 4 # & #H# '
2
& " M & # % % & % *+ 4
& ( % "2
"1 +1 % -2! '+-# M) -# *# # ! #
% # # ( *% # #=# & 2)-# - "#
# % %&H# * ' %% ( # % # # ## %
: : "% # - % 2
)3 M) %% % /[ ! # O %% % ' %
)
3 4)3 M & # %% % (N 2
$!" I 8
# ( & * %H # 6 -
& # # <
"5 " g 2 *ou# <
< (2 2+ %4( + # 4 # * 4% (+ 4 4 * +
% # # ox # Y% 7 3 > %%
& )$ * <
% '$ > ? @ 9
! Al *# <
< 2 > 4 # 4%4 3 2 -
# ( # % & # & #
Y% # # # <
"%+ 1N #=
" H# 7-% #* 52 *%# <
< #* 2% 2 2#+ -% 2 A*MI | ?
. % # <
B "% '$
< + % 2 2+
$ %& 8
) 45 6 # < 0) )5,8 9 91
7 * 809
' & $&#t )& ! L
.5 &8
# #o*x $ % 5 & 8|
) % # : % =#'
& /l. 5 & 08 H1
)& l: & : ( ) #*
* @ 8I
9%t o) / )t &

% */.5 &% ) + % )-# $ x4



